Questions to Tracy Hall, Virgin Trains, 2/2/2010

1. Timetable changes in December - what is the reason behind the changes that affect Rugby:


(i) the withdrawal of the Rugby stop on the 18.46 Euston-Preston
(ii) the earlier last trains from London to Rugby
Note that the earlier last train (at 2330) appears to contravene the track access agreement conditions.


VT: (i) The 1846 Friday only service from Euston to Preston will continue to call at Rugby but cannot be planned or published to do so on a long term basis due to ‘technical conflicts’ with services run by other operators. As a result we will continue to arrange for the Rugby call to take place under “short term planning” arrangements, which unfortunately means that it cannot be shown in any timetable publications (it will appear in ‘online’ systems). We are continuing to work with Network Rail to find a solution that will allow this service to call at Rugby in the ‘long term plan’ but it will be the May 2010 timetable at the earliest that this is achieved.
NB the 1846 will appear in the “Short Term Plan”. It seems that a freight train path which is reserved but seldom used can be used once it is clear that no freight train will run. I checked this on Friday 5th February and the 1846 was clearly shown online (Rugby 1941)

VT: (ii) The retiming of the 23:43 Euston – Wolverhampton service earlier to depart at 23:30 does not contravene any of our access agreement conditions nor our Service Level Commitment to DfT. The reason for the retiming is that Network Rail will be undertaking a lengthy programme of track renewal work on the slow lines progressively between Wembley and Milton Keynes on midweek nights over the next two years. As a result all traffic (including freight & London Midland services) will be routed on the fast lines. It is therefore sensible to path our services ahead of the all stations LM departure which would otherwise follow all the way to Milton Keynes thereby increasing the journey time to Rugby by around 30 minutes. We have therefore provided a compromise solution, the slightly earlier departure time enabling a reasonable journey time Euston – Rugby to be maintained.

2. RRUG has received complaints from passengers that the 18.33 Euston-Liverpool is being restricted to reservation-holders only. This is not acceptable as Rugby passengers who are quite willing to stand if necessary are being turned away. Quotation from original email below:

I was concerned at Virgin turning people away at Euston on Thursday 19th when the 18.33 looked to be quite full. The RPI staff were holding anyone without a reservation (like me who travels on a season ticket) and said that only those with a reservation would get on board – in their usual rather rude manner. Several people went away. In fact they let a few without seats get aboard and all was sorted at Rugby.
We operate a turn-up and travel system in the UK (except Eurostar) and providing the train is not dangerously overloaded (eg so that TASS won’t operate on the Class 390s), I regard this approach as unacceptable and very disadvantageous to Rugby travellers.
I hope you’ll get a chance to raise this with Virgin to avoid it happening again

VT: The barrier team at Euston try to avoid overcrowding situations to secure the safety and comfort of all passengers, regardless of reservations being held. However, this particular train at busy times (Fridays worst) needs to have a system to do this so if we do barrier this train, we:
 Hold people at the ramp prior to boarding at get a feel for numbers. Then we invite persons holding reservations to board. Those without reservations then get boarded. Once the train is full, others are advised on the next service. (I believe this is the 18:49 LM service to Birmingham.) Reservations are free to make and we advise customers to do so. That said, this Liverpool service is not consistently a problem and it's rare we have to turn anyone away.

VT to monitor the situation over the next two weeks, to gauge the scale of the problem.

NB If the train is grossly overcrowded, the weight of passengers sets off an alarm which prevents the driver using the tilt system, thus limiting the train to reduced speed.

3. What is the status of the additional cycle parking at Rugby station?

Is there any progress on the funding from Warwickshire CC and/or Network Rail's station improvement funds for the taxi waiting shelter, and for improved lighting in the station approach?

VT: I have no update on the questions. There has been no contact from WCC regarding the cycle parking. The taxi shelter has no funding available. However, funding from “Cycle England” has been investigated.

RRUG to follow-up with Warwickshire County Council

4. There have been reports of long queues at the Rugby ticket office and ticket machines on some Sunday mornings, when there are Exhibitions on at the NEC. Passengers often miss their trains. More staff at the time of the key trains to Birmingham and London would be helpful. Alternatively, if the queues are too long to cope with, it should be possible to let people buy tickets on the train, as happens at other times of overloading. Long queues at the Ticket Office on Sunday mornings 

Waiting passengers should be allowed to board the trains and pay on board.

VT: At present there are no plans to increase either the amount of staff on Sundays nor the amount of ticket machines, however the Team Leader will continute to monitor this situation.  They have been asked to allow customers to board if there is a chance of them missing their train.  This information would then be passed to the Train Manager.
NB The weekend in question coincided with the debut of new ticket machines in the booking office, so the delays were exacerbated. Also note that there are vacancies for station staff, which are currently being advertised.


5) The Gents toilet on Platform 4 is often closed "due to flooding?"

VT to investigate

6) Passengers still go onto Platforms 2 & 4 expecting the Pumpkin buffet to be open. Could there be a notice at the bottom of the slopes stating that the Buffet is closed?

A new poster board should be fitted outside the old buffet to cover up the dirty bricks exposed by Pumpkin removing the previous one.

VT to provide a suitable notice. Note that there have been various attempts to re-let the platform 4 buffet, but this has not been successful.
7) London Midland 4-coach trains still stop at Platform 1 with only two coaches "under" the canopy. The 4-coach Stop sign should be moved back one lamp post. Tracy should take a look at platform 5 where the 4-coach trains stop symmetrical with the canopy. Why not on Platform 1?

VT: The stopping point is not determined by the position of the platform canopy but by the distance from the signal.
8) WHY IS THE XX03 ALWAYS CANCELLED WHEN SOMETHING GOES WRONG?

VT: This is due to pathing difficulties. More detail and a credible answer to be supplied by VT. This will include guidance on the contingency arrangements most likely to be put in place at times of service disruption. The existing contingency plan cancels the XX.03 London-Rugby train due to pathing problems (which may be associated with the single hourly Watford stop – VT to confirm). In the morning peak if trains are cancelled then the train managers of trains approaching Rugby are called to ascertain what spare capacity their trains have.
9) Why doesn’t Virgin stop the xx07 Liverpool train when the xx03 is cancelled? Chris Gibb said it would delay the following train but this calls at Milton Keynes so would not be delayed by a stop at Rugby by the Liverpool train. And what happens to passengers for Trent Valley stations who catch the LM train to Crewe at Rugby? Does Virgin stop one of their trains at Nuneaton to maintain a connection to the Crewe train?

Re the point about the xx.07 calling at Stafford, the track layout there is such that the following xx.10 Chester/North Wales should be able to pass it on the through line with minimal delay. It should also be borne in mind that several of the contingency plans also have the xx.10 cancelled from Euston and it starts from Crewe.
VT will supply details and guidance on contingency arrangements

10) From letter to Chris Gibb sent 22Oct09

On the existing evening return journey from Glasgow to Rugby, we would ask for a guarantee that if the 19.58 from Preston is cancelled, the 18.40 Glasgow will call additionally at Rugby to maintain the connection.  This has been done on several occasions, but is not something we can rely on.
VT will supply details and guidance on contingency arrangements

11) From letter to Chris Gibb sent 22Oct09

Following on from a member’s question about getting home from football matches, we would like to see a Saturday night return train from the north, which could most easily be done by stopping the last Up Liverpool at Rugby, as happens on every other day of the week.
VT: Engineering work south of Milton Keynes means that there is no path for this train on Saturdays.
12) Decrease in off-peak times, no train from 1403 to 1903 – why a big change?
VT to provide an update on the ticketing/revenue plan – trains just before the evening peak were getting overcrowded, so the evening peak was extended to start earlier. This was not aimed at Rugby specifically, but due consideration was given. VT to give an update on this if there is fine tuning.
13) The cleaners who keep the station tidy should be congratulated on doing a good job.

VT: You can nominate them for a “Feelgood” award to show this.

14) Car parking – change of “end of day” to 0300 has affected some people adversely – parking overnight costs £11 now up from £6

VT: a review of parking charges(including vs other car parks) will be taking place, but this aspect (the 0300 end of day) is unlikely to change. The review will not take place until after March 2010.

15) Other items of note: 
· Menu cards in first class have been withdrawn on environmental grounds; the menus now appear in the Hotline magazine and will be announced by the catering staff on the train.
· If parking for one day, it is possible to purchase car park tickets from the machines before travelling. There is therefore no need to queue for the machines in the evening once the train arrives.

· Provision of an ATM at Rugby station is being investigated.

· Seats in the platform five waiting room have been replaced by “perches”, these seem to have improved the access to/from the lift entrance. The platform door problems on platform five seem to have abated.
